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wEFEA 0.767
ATy Al A 0.652 0.699
HFA] 2~ El 0.689 0.679 0.755
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<GE 4-6> JFupAI g o] Aol v X
S A= g S.E. 34 C.R. p. H) 1
ﬁ]'l" 2
A
Hia | 25EH — 230 0.147 | 0051 | 0142 | 2.853™ | 0.004 | A=
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Hpg | XSEH — AR0S 0.042 | 0071 | 0.049 0.583 | 0560 | 717
54
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I~
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F
A | Hieo | AFYUAONA — AFEEE | 0242 | 0082 | 0282 | 2.947 | 0.003 | ¢
I~
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I~

Higs | RAA| 28 — 2] Fuks 0.351 | 0.089 0.332 | 3.954™ | 0.000 ”

F) =xx p.<0.01, =+ p.<0.05, * p.<0.1

2) WHEuAR TG MRl ed
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A ekgkoh whEba 7EA29] HAF AN, 7HA2a-2v AEE i, 7pd2a-13 7RA
2a-32 7125 AT}

H QU agEEE e Ee] & 5% AUABUEE HolAEAE

AT Ay, 5 ol Holal, UmA = Fo oA FUuTh FAH R Ay

<E 4-7> UiFmA" o] M=ol vAE G

g 7+ = ili SE. | s | CR p. | Hx

Hoa1 | DEFFH-> AU 2EY 0.042 | 0.051 | 0.046 | 0.813 | 0.416 | 71Z
;d] Hao | AFUACNA — Aul=89 | 0.178 | 0.050 | 0.213 | 3.591"" | 0.000 | &

Hoa s | BAAAIZ=ED > AH]| =8¢ -0.049 | 0.055 | -0.059 | -0.897 | 0.369 | 1%
5 | Hapo | 2EFH - Mu]2E9 0.007 | 0.066 | 0.008 | 0.099 | 0.921 | »
Sﬁ; Hono | AFUAIR — Arj2=E24] | 0.259 | 0.071 | 0.315 | 3.632"" | 0.000 | =
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o
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§ Hoao | AFYACIA — AB]2E9 | 0.139 | 0.098 | 0.164 1.413 | 0.158 |
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Abstract

The recent external surrounding environment in corporation has changed very
rapidly, and competition between companies has been intensified and customer
needs have been becoming more diverse in the environmental changes.

The best way to survive in this competitive market for each company is
providing services and products which are match for the customer’s needs.

Especially, a corporate which has high dependence on human resources and
provides services as the main product would need the customer-oriented internal
marketing for its survival and competitiveness.

Thus, a corporate should help the internal employees to establish the
customer-oriented characteristic within the organization through the continuous
learning and ultimately, the corporate culture should be settled in it to produce
customer satisfaction.

In this research, the study conducted the empirical analysis on how the factors
of service company’s internal marketing impact on the employees’ job
satisfaction, service commitment and customer—orientated, through the previous
studies and documentary research targeting on employees who have high
contacts on customers in financial, health care and hotel service. In addition, it
analyzed the competitiveness considering the service company could be improved
through the service company’s continuous internal marketing.

For the purposes of this research, designing a model to research and
producing a setup hypothesis through the documentary research, it selected the
three Jeju areas in hotel service, financial service and health care service, which
are highly competitive due to its regional characteristics. Among them, the
effective 630 samples were empirically analyzed through reliability verification,
exploratory factor analysis, confirmation factor analysis, correlation analysis and
probability dispersion structural analysis. Considering empirically analyzed result,

it presented strategic implications to executives of service companies.
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The implications based on the results of this study are suggested as follows.

First, a reward system was the most meaningfully effective on the job
satisfaction, and the followings are an internal communication and education and
training among the internal market factors. Thus, in order to maximize
employees’ job satisfaction, it is believed there is emerging necessity that
executives should operate its limits on authority and responsibility in unison by
granting maximized discretion on decision—-making to employees. In addition, it is
needed to establish an organizational culture that employees could express their
intentions and also the atmosphere is needed to exchange their information and
intentions easily between the company and employees and inter—-employees. It is
believed that the proper education and training help the employees improve their
understandings on the task, increase the job performance and inspire the
company loyalty effectively. It seemed that the accurately set education and
training such as in education for increasing job performance and education for
improving the company loyalty makes its effect highly.

Second, among the factors of internal marketing, the internal communication
which fosters the organizational culture that help employees communicate easily
effects directly on service commitment, and proper education and training makes
the direct effectiveness highly on the customer-oriented.

Third, it showed the job satisfaction affects employee’s service commitment
and customer-oriented significantly, thus regarding the employees as the internal
customer, it is necessary that their satisfaction directly should be related with
the voluntary participation and active job performance and customer satisfaction.
Especially, it seems that as higher as the job satisfaction is, the positive
influence on the service commitment becomes high. In other words, the
employee In a service company could be immersed in work when he could put
significance in his work, have confidence and conduct it. Therefore, the
employee who satisfied his work could provide service in high quality, and
ultimately it makes the customer satisfaction.

Forth, it showed that as higher as the service commitment is, it affects the
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significant influence in the customer—oriented; the high job commitment which
could bring the awareness about service value and job satisfaction makes high
influence on customer-oriented. In other words, the study strongly supported
that considering employees to have uselessness and worth in their job and to be
immersed in its task could be directly related with the customer-oriented.
According to the result, service companies need to devise methods of service
commitment of employees for the customer—oriented, as a preceding element.

Fifth, it analyzed that the internal marketing, the job satisfaction, the service
commitment and the customer-oriented are showing differences in its service
sectors. The result showed they are all different in its service sectors. Generally
the internal marketing, the job satisfaction, the service commitment and the
customer-oriented was showed in order of financial service, hotel service, and
health care service.

In result, the study produced the influences on employees’ job satisfaction and
service commitment which could say as the psychological outcome of members
as factor of the internal marketing in service company; based on the result, it
also revealed that how the service commitment, which could make employees
have use worth and values in their work and be immersed in the task, does
influence on the customer-oriented. Finally, the future research is needed on the
relation among employees’ job satisfaction, service commitment and
customer-oriented due to the internal marketing factors in the types of service
companies, and it is believes that the research will contribute the service
company to conduct management of the customer satisfaction and competitive

strategies in actual business.

Key word: Internal marketing, Job satisfaction, Service commitment,

Customer-oriented
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